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As many professionals specializing in the hospitality industry are no doubt aware of, the 
explosive rise in personal devices and online streaming has forever changed the landscape 
of how hotels provide services and interact with their guests. Equally apparent has been the 
significant strain that increased guest internet usage has put on hotel resources. While not only 
having to ensure that guests have consistent access to a seamless online experience, hoteliers 
must also be certain of their ability to safeguard personal data at all times. A demanding 
enough situation for any hotel, such a challenge is seemingly impassable for hotel management 
companies burdened with overseeing multiple portfolios; all using disparate systems and 
seemingly unable to integrate. This white paper addresses the new reality that by leveraging the 
latest in hospitality internet technology, hotel management companies can in fact fully overcome 
performance and security-related issues in a cost-effective and efficient manner, while ensuring 
that their guests are able to receive only the highest in internet service quality at any of their 
locations.   

With a steady stream of industry studies on the importance of providing safe and reliable 
hotel guest Internet access, the issue 
continues to be one of the most critical 
aspects in retaining guest satisfaction and 
loyalty. In fact, a recent report by Forrester 
research found that 90 percent of travellers 
considered Wi-Fi to be the most valuable 
amenity.1 Another study conducted by Amba 
Hotels established that 67 percent of guests 
would select one hotel 
over another if free Wi-Fi 
were a deciding factor. 2

 

As a result of this growing 
market demand, many 
hoteliers have found 
themselves struggling 
to ensure that adequate 
property Wi-Fi services are 
in place at all times and at all 

1. https://www.revinate.com/blog/2014/01/why-wi-fi-is-keeping-hotels-from-receiving-5-star-reviews/
2.  http://www.amba-hotel.com/corporate/about_us/press_office/research_shows_fast_free_wi-fi_is_top_of_the_wishlist_for_uk_travellers.html
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of their properties; an increasingly difficult task given 
the rising number of devices that each guest needs 
to connect to the Internet during their stay. Surveying 
over 500 hotel guests, Hotel Internet Services found 
that 67 percent of respondents simultaneously seek 
to connect smartphones, tablets and laptops, which 
can significantly increase the strain on a property’s 
network. As challenging this is for single property 
businesses, finding an effective Internet solution 
can be even more daunting to hotel management 
companies, who typically must oversee portfolios 
consisting of multiple properties from various brands, 
and often using different equipment. For such 
organizations, one of the most crucial goals is to 
find a solution that can guarantee guest satisfaction 
with Internet access at each property; a platform that not only offers greater Internet speed and 
signal strength, but that can also provide full network security and performance monitoring to 
safeguard against any lapse in quality or guest privacy. 

Data Safety First

One of the first concerns for both hoteliers and guests when considering the use of an Internet 
solution is one of security, and the ability to protect personal data. While analyzing any particular 

platform to deliver Wi-Fi across a range of 
properties, hotel management companies must first 
and foremost examine what security protocols that 
platform provides to prevent unauthorized access 
to guest and property information. Any solution put 
in place should always be checked to ensure that it 
is PCI compliant, and whether guest data traffic can 
be segregated from other forms of hotel Internet 
traffic, in order to eliminate the risk of sensitive 
information being unintentionally shared or falling 
into the wrong hands. One aspect that has also 
placed several global hotel brands in an unfortunate 
spotlight has been the use of Internet providing 
solutions that rely on open-source SSL, a method 

of data encryption still used by many providers today. This solution requires vigilant updating as 
it has been proven to be unreliable and is responsible for catastrophic security breaches, such 
as the “Heartbleed” incident in 2014. By partnering with a reputable Internet solutions provider, 
hotel management companies can ensure that each of their properties are safeguarded by 
solutions that function effectively as an application layer, transport layer and IP layer firewall, 
allowing restricted control of every data packet and its destination.

When managing Internet security at differently branded properties, hotel management 
companies should also consider how any given solution is able to operate and be compatible 
with a host of disparate operational platforms. Any chosen provider should be able to provide 
the must advanced security practices and highest standard of service, regardless of hotel brand. 
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The ability of multi-property hoteliers to provide superior security to their guests should not be 
affected by the use of different property systems. With data security correctly addressed and 
managed, hotel management companies can provide a seamless and reliable Internet service to 
guests staying at any of their locations. 

One System, Multiple Benefits
Using a single comprehensive solution that gives hoteliers the ability to create truly converged 
network not only ensures that each property provides the same high level of security, but 
it presents an opportunity to provide each hotel with a robust platform sporting numerous 
beneficial features. Functions such as SIP Proxy, local TFP servers, bandwidth shaping by 
group, account, device and websites, multiple WAN uplink load balancing and management can 
all be combined into one streamlined solution; allowing for less intensive installation and lower 
maintenance costs. Staff members can also benefit from only having to train on one platform, 
providing them with increased confidence and abilities to maintain a constantly functioning 
network. Issues such as cross-vendor incompatibility can also be completely eliminated. When 
considering which all-encompassing solution, hotel management companies should consider 
one that is able to scale from 10 to tens of thousands of users with optional 10 GbE interfaces; 
ensuring that each property’s applications are neither too small or too large. 

Efficient Monitoring Means an Efficient Network
zContinued guest satisfaction is reliant on the ability to provide the same high level of service 
consistently and with minimal interruption. For hotel management companies, this involves the 
need to monitor each property’s network at all times 
to safeguard hotel reputation and revenues. Taking 
time to thoroughly investigate and select a network 
provider with advanced monitoring services can 
greatly enhance and streamline the company’s ability 
to keep tabs on all vital aspects of each property’s 
network performance. 

When considering the myriad of Wi-Fi options on the 
market, hotel management companies should select 
a solution that comes equipped with a cloud-based 
and centralized web portal tool able to provide a clear, 
yet detailed snapshot of each property. A reputable 
provider will take the necessary steps to ensure 
that each property network is able to send vital data on performance and use in real-time. HIS 
customers for instance, each have access to an easy-to-use and custom-designed dashboard 
that provides a wealth of insightful information, such as the amount of bandwidth available and 
the amount of bandwidth being used at any given time. Broken down per property, customers 
are able to see exactly how many guests are online in real-time, and what the maximum number 
of users is at each hotel. Such information can be highly valuable in identifying when any of 
the properties are close to exceeding their license, and if any require additional bandwidth 
or have more than what is necessary. Delving deeper into how a property’s Internet service 
is functioning, users are also able to view how many network hosts are up versus how many 
are down at each hotel; providing a quick way to observe whether all systems are running 
smoothly, or if perhaps several access points at a property require attention. More intensive 
still is HIS’ network graph feature, a function that literally creates a real time visual map of each 
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property’s network and allows hoteliers to trace any networking issues directly to their original 
source. By highlighting downed network areas in red, 
users can identify which guestrooms or floors have 
lost connectivity. Those attempting repairs can also 
determine whether a guestroom’s access point has 
become unplugged, or if an area’s network switch has 
failed, saving both time and effort in restoring service 
and maintaining guest satisfaction. 

In its survey of hotel guests, HIS further found that 
while 98.4 percent of respondents understandably 
expected functioning Wi-Fi in their rooms, 68.6 
percent also expected to find it in the hotel lobby and 
another 46.9 percent felt that it should be accessible 
within restaurant areas. Such figures only go to show 
the crucial importance of maintaining a seamless 
network in all areas of a hotel at all times. For that 
reason, an effective network performance monitoring solution is just as critical.  

With Internet speed almost always on the mind of guests, particularly with the growing use 
of streaming services and higher bandwidth-
demanding devices, it pays for hoteliers to have a 
system in place that can test network health at any 
given moment. By selecting a provider that offers 
a comprehensive web portal, hotel management 
companies can run such tests on each property 
remotely. Tools such as ping performance statistics 
allow users to test network latency, while packet 
performance response time measures how fast a 
network is running. When using a single system 
that can encompass all such vital functions, multi-
property organizations can effortlessly ensure that 
all hotels within a portfolio are providing guests 

with a consistent, first-rate Internet experience at all times.      

Get the Most Out of Monetizing Multi-Property Networks   

In creating a unified solution that can manage all aspects of a portfolio’s networking needs, hotel 
management companies should also take time to investigate options that not only maximize 
Internet performance, but also offer additional avenues for increasing revenue. Equipped with 
the appropriate devices and software, hoteliers have access to numerous billing methods and 
advertising options; features that can be customized at each property, depending on their 
needs. For example, properties can offer unlimited tiers of service based on bandwidth, number 
of devices used or the type of traffic allowed. Solutions that are capable of being integrated 
with property management systems can also automatically forward tailored loyalty program 
offerings to guests, enhancing the ability to entice reward members with discounted rates, or 
provide special promotions to guests who booked directly through a property’s website versus 
an OTA or travel site. Even properties that offer free Wi-Fi can generate revenue by leveraging 
advertising redirects or adding advertisements to unobtrusive areas of a web page. Through 
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the use of such features and by ensuring that each hotel is able to provide its guests with 
customized or property-specific online promotions, management companies stand to gain 
the most out of their added value marketing efforts, while ensuring that guests receive only 
promotions that are relevant to them, enhancing each property’s reputation in the process.    
 

It’s All About Customer Service

Perhaps one of the biggest and most overlooked differentiators when it comes to selecting a 
multi-property Internet service provider is how a particular company is run, and the reputation 
that precedes it as a result of interactions with other clients. A company’s product quality means 
little if customer support fails to live up to expected 
standards when a network issue emerges. 
 
This can be an especially aggravating factor for 
hotel management companies, as the likelihood and 
frequency of needing to rely on efficient support 
increases with the number of properties managed. 
Those in the market for a hotel Internet solution should 
consider investigating a provider’s reputation before 
making a commitment. They should make sure to ask 
for and check references, and look for evidence of 
company employees taking pride in their work and 
genuinely caring about the client.   

For hotel management companies especially, the need 
for flexibility in implementing a solution is also key when 
considering alternatives. Such hoteliers must look for 
providers that are willing to work with a client’s needs, 
as there is almost never a one-size-fits-all solution. While some may try to dictate exactly how 
a solution must be implemented and will not deviate from their particular “game plan”, hoteliers 
can rest assured that others exist that are willing to listen to client concerns, and will come 
up with creative ways in order to solve a problem. Remember, guest satisfaction is of utmost 
importance, so check on how quickly guest calls are handled. Make sure there are high call 
resolution rates and short hold-times!

Fast and Reliable Hotel Internet is Not a Myth    
For years, the hospitality industry as a whole has suffered from a reputation of providing 

less than adequate Internet services to guests 
around the world. Many hoteliers however are 
acknowledging the fact that Internet quality is no 
longer something that can be compromised on, 
and is indeed something that can determine the 
success or failure of any property, regardless of 
location, star rating or other amenities offered. 
Despite this fact, some hoteliers continue to 
believe that obtaining high quality Internet service 
is out of reach; either because they consider it 
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to be too costly, they operate properties with a unique set of issues or because they manage 
multiple properties and consider any upgrade to be impractical and time-consuming. By simply 
conducting a little research, these hoteliers will find that not all providers are created equally, 
and that there is a solution to the Internet issues that they face. By working with a proven 
industry provider and continuous innovator of hotel Internet solutions, hoteliers operating either 
a single or multi-property business can implement Wi-Fi services and solutions that are tailored 
to fit their needs and budgets.

When making the decision to select an internet service provider, hotel management companies 
must therefore be sure to opt for one recognized for its ability to provide a seamless and 
integrated network experience; one capable of ensuring data security while also providing the 
necessary support to provide efficient network service and monitoring at all properties. As a 
provider of cutting-edge online solutions, Hotel Internet Services leads the way in ensuring that 
hotel management companies have access to affordable solutions that can be tailored to meet 
specific needs and ensure total guest satisfaction.
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Contact 
Sales:  855-999-8110  
Corporate & Support: 866-265-7575  

OFFICE LOCATIONS:

Hotel Internet Services – East 
Address: 2138 Alternate 19 North, Suite A 
Palm Harbor, FL 34683 

Hotel Internet Services – West 
Address: 4590 Ish Drive, Suite 120
Simi Valley, CA 93063

Hotel Internet Services – Mexico
Address: Ibsen #15, Despacho 701 
Colonia Polanco, CP 11560 MÉXICO, DF

VISIT US AT: 

www.hotelwifi.com
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Sponsored by Hotel Internet Services

About Hotel Internet Services, Inc. | Founded in 2003, Hotel Internet Services, Inc. (HIS) is 
a full solution provider for secure wired and wireless Internet services, IPTV VOD Systems, 
BeyondTV Wireless Streaming Player, and convention services, all supported with 24x7 
guest service monitoring and support. HIS provides equipment and services to casinos, 
hotels, resorts, military and student housing, timeshares, condos, conference centers, 
apartments and many other commercial venues. 

HIS has deployed numerous small to large-scale facility-wide wired, wireless, and in-room 
entertainment solutions across the U.S. They currently maintain hundreds of properties with 
over 150,000 guest rooms. Based in Palm Harbor, Florida, HIS maintains three offices in the 
U.S. and Mexico. For more information, please visit www.hotelwifi.com


